
PORTLAND BUREAU OF  
EMERGENCY COMMUNICATIONS

2019-2023 STRATEGIC PLAN

Mission

Work collaboratively with our community  

and public safety partners to ensure  

effective and timely 911 call answering  

and dispatching.

Vision
We are…

LEADERS in public safety

PARTNERS in creating a safe  
and secure COMMUNITY

EXPERTS in 911 telecommunications

INTEGRITY • RESPECT • COMPETENCE

COMPASSION • RESPONSIBILITY • TEAMWORK



Program Areas
Operations
• Call Answering
• Dispatch
• Training
• Emergency Management

Administration
• Data Analytics 
• Quality Assurance and Accountability
• Leadership Development and Mentoring
• Business Operations

– Finance
– Facility
– Payroll

• Policy
• Partner Agency Coordination
• Research and Records

Technology
• Computer Aided Dispatch (CAD) and Interfaces
• 911 Telephone System
• IP Networks
• NG911

National Emergency Number Association (NENA) 
Standard: 90% of all 911 calls shall be answered within 
ten seconds during the busy hour of the day. 95% of all 
911 calls should be answered within 20 seconds.

Initiative 1 – Call Performance  
and Staffing: An adequately staffed 911 
workforce meeting National Emergency 
Number Association (NENA) standards for 
calls answered within 10 and 20 seconds.

Achieved by fully funding existing limited-term positions, 
adding additional positions, and phasing in performance 
improvements over the next five years.

Target date:  
January 1, 2021

85%
of the time

will be met

20-Second 
performance

Target date:  
January 1, 2020

80%
of the time

will be met

20-Second 
performance

FY 2022-2023, BOEC 
will add 5 FTE 

if necessary to meet 
performance goals

FY 2019-2020, BOEC  
will add 10 FTE 

to meet following year 
performance goals

FY 2020-2021, BOEC 
will add 5 FTE to meet 

following year 
performance goals

Target date:  
January 1, 2023

95%
of the time

will be met

20-Second 
performance

Target date:  
January 1, 2022

90%
of the time

will be met

20-Second 
performance

FY 2021-2022, BOEC  
will add 5 FTE 

if necessary to meet 
performance goals

Strategic Initiatives  
and Results
Strategic initiatives are intended to benefit residents and 
visitors throughout Multnomah County, partner agencies and 
first responders served by BOEC, and employees who are the 
lifeline of emergency response to our community.

“Your assumptions are your 
windows on the world. Scrub them 
off every once in a while, or the 
light won’t come in.”

-Isaac Asimov

“The pessimist complains about the 
wind; The optimist expects it to 
change; the realist adjusts the sails.”

–William A. Ward



Achieved by transitioning our operating procedures and 
resource guides to PowerDMS software, developing a skill-
based curriculum above Oregon-mandated requirements, 
improving how we measure and track call taker 
performance, and implementing and enhancing quality 
assurance programs across all disciplines.

Initiative 6 – Training and Quality 
Assurance: Trained staff who deliver 
consistent quality service based in policy, 
procedures, and best practice.

Achieved by measuring leadership effectiveness, 
encouraging employees achieve intermediate and 
advanced certifications, implementing a career 
development and mentorship program, and supporting 
professional growth and leadership opportunities  
for all employees. 

Initiative 7 – Career and Leadership 
Development, Mentorship, and 
Succession Planning: Sustainable, well-led 
public safety answering point.

Achieved by improving public information and social media 
policies, strengthening coordination with regional and 
state Public Safety Answering Points (PSAPs), increasing 
BOEC’s community presence and school outreach efforts, 
and utilizing additional resources to meet hiring needs and 
affirmative action goals.

Initiative 3 – Public Information 
and Outreach: Effective and sustainable 
public outreach and education.

Achieved by updating BOEC’s User Board 
intergovernmental agreement, enhancing the feedback 
process between BOEC and partner agencies, developing 
the ability for users to query data (including calls for 
service, response times, and real time information), and 
expanding BOEC’s partner agency liaison program.

Initiative 4 – Partner Agency 
Collaboration: Effective and collaborative 
partner relationships.

Achieved by identifying existing equity principles and City-
sponsored training opportunities, applying an equity lens to 
bureau operations, and implementing a racial equity plan.

Initiative 5 – Equity: BOEC will  
exercise equity.

Achieved by implementing the ProQA medical, fire, and 
police call answering protocol, developing a secondary 
emergency medical response triage program (including 
nurse triage and a behavioral health pilot), and achieving 
International Academy of Emergency Dispatch (IAED) 
accreditation for all disciplines.

Initiative 2 – Consistent, Efficient, and 
Effective Call Triage: Professionally triaged  
and dispatched calls for service. 



Please notify the City of Portland no less than five (5) business days prior to an event for ADA accommodations  

at 503-823-0911, by the City’s TTY at 503-823-6868, or by the Oregon Relay Service at 1-800-735-2900. 

An Equal Opportunity/Affirmative Action Employer

Achieved by assessing current operational needs, outlining 
goals for an adequate backup capability, implementing 
workspace study recommendations, and starting the 
process towards renovating the current facility or building 
a new facility.

Initiative 10 – Secure, Efficient, and 
Resilient Facility: Secure, efficient, 
resilient, and redundant 911 Emergency 
Communications Center, built with current 
and future staffing and service needs.

“If the ladder is not leaning against 
the right wall, every step we take just 
gets us to the wrong place faster.”

–Stephen R. Covey

Achieved by assessing current technology usage 
and needs, developing an improvement plan, adding 
technology program staff, and identifying solutions to  
fill identified gaps.

Initiative 8 – Technology Systems: 
Increased reliability in BOEC services 
through stable and efficient use  
of technology. 

Achieved by developing a comprehensive budget, 
improving internal processes, establishing a long- 
term plan for capital and human resource needs, and 
providing additional employee cross training to ensure 
business continuity. 

Initiative 9 – Administration (Processes, 
Budget, Finance, and Payroll): Accurate 
budgetary development, personnel 
processing, oversight, and accountability.
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